Newport Beach MedSpa - Secret Shopper Leads Test Report
Date of test – 2/3/21
Overall Analysis: Needs to be set up with Highlevel. Mediocre response, requires adjustments.

Newport Beach MedSpa- Secret Shopper Leads Test Report

Date of test – 2/3/21
Lead entered: 2:15 PM (EST)
Overall Analysis: Needs to be set up with Highlevel. Mediocre response, requires adjustments.


Spa Response Time:
Phone call: Yes, the next day - 2/4/21 at 6:22 PM (EST)

Voicemail: Yes, the next day- 2/14/21 at 6:22 PM (EST)

Text Message: None.

E-mail: Yes, automated e-mail received 2 days later- 2/5/21 at 5:37 AM (EST)

Problems with form/button: None.

Follow-up Phone call: None.

Follow-up E-mail: Yes, automated follow-up e-mail received 7 days later- 2/10/21 at 5:07 PM (EST)

Follow-up Text Message: None.

Areas that need improvement: No texts. No personal e-mails. No follow-up phone calls.

Insight Summary – The staff at Newport Beach MedSpa responded to the lead by calling the next day, but not within 24 hours of receiving the lead. No follow-up phone calls were made. An automated e-mail was sent 2 days after and 7 days after the lead was entered. No personal e-mails were sent. No text messages were sent. This requires attention.


Details about lead:

Newport Beach MedSpa - Secret Shopper Leads Test – CoolSculpting
Website - https://newportbeachmedspacoolsculpting.com/coolsculpting/
Confirm - https://newportbeachmedspacoolsculpting.com/c/coolsculpting/
Date: 2/3/21
Time:  2:15 PM (EST)

Name – Louisa Hermes
Email - hermes.louisa@yahoo.com
Phone - 860-670-5468
Message - I want to get rid of extra fat in my stomach area.

Recommendations for the staff at Newport Beach Medspa:

· A welcoming or acknowledgment text message should be sent out to all potential clients as soon as possible. This works for the benefit of the client in several ways, not just letting the lead know that their request has been received. It also helps create an additional channel of communication between the spa and a potential client.

· The team at Newport Spa sent out an automatic, welcoming email to the lead. However, it was sent 2 days later, and we recommend sending this e-mail out the same day that the lead was received. Another automated e-mail was sent 7 days after the lead was received. We recommend sending out a personal type of e-mail as other top medical spas do. Statistics show that this provides greater ROI results when it comes to leads. E-mails also aid in initiating and building a line of communication between the lead and the client.

· A phone call was made, but it was not made within 24 hours of receiving the lead. No follow-up phone calls were made after the initial phone call. We highly recommend that leads should be followed up with a phone call on the first day and the following day. Then, an e-mail, phone call, and text message again a few days after that. Then, repeat this process a week or so later again if there’s no response from the lead.
